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I.  Study  Objectives/Scope 

•  Determine  systems  software  support  requirement 

•  Identify  propensity  to  buy  outside 

•  Estimate  market  size  for  services  under  study 

•  Segment  market  based  on  field  researcli 

•  Identify  high-potential  offerings 

^Scope 

•  San  Francisco  Bay  Trading  Area 

•  IBM's  existing  customer  base 

•  AS/400  and  above 

•  Systems  programming-related  services  (problem 
management  and  infrastructure  migration) 
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II.  Methodology 


Jointly  designed  questionnaire  (see  appendix) 

Field  research — telephone  interviews  (sample  size  =  80) 

Analysis  of  field  data 

-  Market  segments 

-  High-potential  offerings 

-  User  requirements 

-  Market  sizing 
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III.  Summary  Conclusions 


•  Interest  in  going  outside  for  this  class  of  services  lower 
than  anticipated 

-  About  40%  of  respondents  prefer  in-house  solutions 

-  Survey  results  do  indicate  potential  targets  within  the 
specific  service  areas 

•  Respondents  much  more  receptive  to  using  outside 
suppliers  for  management  of  "areas  of  activity" — in  effect, 

^   collections  or  groupings  of  specific  targeted  service 
offerings 

•  IBM  considered  viable  but  perhaps  expensive  supplier 

•  Interest  in  specific  services  seems  greater  in  AS/400 
shops  as  compared  to  MVS/VM  organizations 

•  Strong  Interest  in  services  related  to  the  deployment  of 
newer  or  unfamiliar  technologies 

•  Packaging  specific  service  items  into  groupings  that 
address  general  problems,  and  selling  with  a  "consulting" 
approach,  are  key  to  market  success. 


• 
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IV.  Respondent  Demographics— Summary 

•  Sample  size  =  80 

•  61%  characterized  as  oriented  toward  tlie  use  of  outside 
services 

•  Four  companies  already  outsourcing  significant  parts  of 
their  operation 

•  70%  declined  to  specify  total  IS  budget 

•  Respondents — management  or  executive  level  (80%) 

•  60%  of  respondents  have  at  least  2  IBM  architectures 
installed;  40%— head  of  IS  department 

•  MVS  and  AS/400  dominate 
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Respondent  Demographics 
Company  Size 


Revenue 

Total  Sample 
Respondents  (%) 

Users  of 
Outside  Services 
Respondents  (%) 

Less  than  50M 

22 

16 

50-  100M 

10 

11 

101  -500M 

40 

47 

More  than  500M 

28 

26 

100 

100 

mm: 


■■my'' 


BAY  TRADING  AREA— SERVICES  OPPORTUNITY  ANALYSIS 


INPUT 


Respondent  Demographics 
Industries  Represented 


Industry 

Total  Number 
of  Respondents 

Users  of 
Outside  Services 

Discrete  Mfg. 

5 

2 

Process  Mfg. 

16 

10 

Transportation 

3 

2 

Utilities 

3 

3 

Communications 

2 

1 

Retail 

9 

5 

Wholesale 

1 

1 

Banking/Finance 

7 

4 

Insurance 

6 

3 

Medical 

1 

1 

Services 

15 

9 

Education 

2 

2 

State/Local  Govt. 

5 

4 

Other 

2 

1 
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Respondent  Demographics 
User  or  Provider  of  IS 


Total 
(Percent) 

Users  of 
Outside  Services 
(Percent) 

User 

29 

26 

Provider 

64 

66 

Both 

7 

8 

100 

100 
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Respondent  Demographics 
Title  of  Respondent 


Respondent 
Title 

Number  of 
Respondents 

Percent  of 
Sample 

VP/Dir./Mgr.  -  iS 

31 

41 

Dir./Mgr.  Applications 

5 

6 

Dir./Mgr.  Operations 

23 

29 

Systems  Programming 

6 

7 

Controller/ Accounting 

5 

6 

Other  (Info.  Ctr., 
Education,  Admin., 
Other) 

9 

11 

79 

100 
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Respondent  Demographics 
Dominant  IBM  Architecture 


Total 
(Percent) 

Users  of 
Outside  Services 
(Percent) 

MVSA/M 

46 

47 

VSE 

13 

10 

AS/400 

26 

29 

Other 

15 

14 

100 

100 

Sample  =  80 
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Respondent  Demographics 
Number  of  IBM  Architectures  Installed 


iNurTiUcr  Ul 

Architectures 

InUI  1  IUt;i  Ul 

Respondents 

Percent 

1 

34 

42 

2 

29 

36 

3 

20 

4 

1 

2 

80 

100 
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^  V.  Findings 

'i  - 

•  Total  Sample 

-  Consulting  and  education 

-  Operational  management  services 

-  Interest  in  specific  services 

•  By  Company  Size 

-  Consulting  and  education 

-  Operational  management  services 

•  Providers  of  IS 

-  Consulting  and  education 

•  MVS/VM,  VSE  and  AS/400  as  Dominant  Arctiitectures 

-  Consulting  and  education 

-  Operational  management  services 

-  Interest  in  specific  services 

•  MVS/VM  as  Dominant  Arcliitecture 
9  -  Consulting  and  education 

-  Operational  management  services 

-  Interest  in  specific  services 

•  VSE  as  Dominant  Architecture 

-  Consulting  and  education 

-  Operational  management  services 

-  Interest  in  specific  services 

•  AS/400  as  Dominant  Architecture 

-  Consulting  and  education 

-  Operational  management  services 

-  Interest  in  specific  services 

•  Other  as  Dominant  Architecture 

-  Consulting  and  education 

-  Operational  management  services 

-  Interest  In  specific  services 

•  Technology  Deployment 
C  Market  Size 
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Likeliness  to  Engage  Outside  Firms  for 
Consulting  and  Education  Services 


Total  Sample 

Users  of 
Outside  Services 

Any 
Supplier 

IBM  as 
Supplier 

Any 
Supplier 

IBM  as 
Supplier 

Organizational 
Consulting 

2.0 

2.1 

2.2 

2.4 

Systems  Operational 
Assessments 

2.2 

2.3 

2.5 

2.6 

Educational  Services 

3.5 

3.2 

3.5 

3.3 

Rating— 1  to  5:  1  =  Very  Unlikely,  5  =  Very  Likely 

Sample  =  80 


YRSF2  13 


BAY  TRADING  AREA— SERVICES  OPPORTUNITY  ANALYSIS 


INPUT 


Operational  Management 
Services — Total  Sample 


1 


General  Types 

Ul  OciVIL'tJb 

Number 

Mpntinnpri 

Would  Go 
Outside  i%) 

Tuning  systems 
perfornnance 

17 

74 

Updating  to  new  systems 
software  releases 

6 

67 

Installing  new 
systems  software 

7 

43 

Simplifying  operations 

8 

63 

Verifying  current 
environmental  capabilities 

4 

75 

Improving  systems 
availability 

1 

0 

o 
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Operational  Management  Services 
Users  of  Outside  Services 


General  Types 
of  Services 

Number 
Mentioned 

Would  Go 
Outside  (%) 

Tuning  systems 
performance 

31 

48 

Updating  to  new  systems 
software  releases 

11 

45 

Installing  new 
systems  software 

11 

36 

Simplifying  operations 

12 

42 

Verifying  current 
environmental  capabilities 

6 

50 

Improving  systems 
availability 

3 

33 

All  of  the  above 

9 

44 

None 

7 

Sample  =  49 
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Interest  in  Specific  Services 
Total  Sample 


Mean  Interest 

Service  Area 

Planning 

Imple- 
mentation 

IBM  as 

Provider 

Installation  of  systems 
software 

1.7 

1.7 

1.7 

Systems  software 
maintenance 

1.8 

1.9 

1.9 

Problem  management 

2.0 

1.9 

2.0 

Change  management 

1.8 

1.8 

1.9 

Configuration  management 

2.0 

1.9 

1.9 

System  availability 
management 

1.8 

1.8 

1.9 

Performance  management 

2.2 

2.2 

2.2 

Capacity  planning 

2.2 

2.3 

2.1 

Storage  management 

1  ft 

1  Q 

1  8 

bystems  security 
management 

1.8 

1.8 

1.8 

Operations  automation 

2.1 

2.1 

2.1 

System  workload 
consolidation 

1.9 

1.9 

2.0 

Sample  =  80 

Rating— 1  to  5:  1  =  Very  Unlikely.  5  =  Very  Likely 
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Interest  in  Specific  Services 
Users  of  Outside  Services 


Service  Area 

Mean  Interest 

r  lanning 

Imple- 
mentation 

IBM  as 
rroviaer 

insiaiiation  OT  systems 
software 

1  Q 

Systems  software 
maintenance 

2.2 

2.3 

2.2 

Problem  management 

2.2 

2.2 

2.4 

Change  management 

2.1 

2.1 

2.2 

Configuration  management 

2.3 

2.3 

2.3 

System  availability 
management 

2.0 

2.1 

2.3 

Performance  management 

2.5 

2.6 

2.6 

Capacity  planning 

2,5 

2.7 

2.4 

Storage  management 

2.0 

2.2 

2.2 

5^\/<^tpm<^  <?pr'iirit\/ 

management 

2.0 

2.1 

2.2 

pperatlons  automation . 

2  7 

System  workload 
consolidation 

2.2 

2.2 

2.5 

Sample  =  49 

Rating— 1  to  5:  1  =  Very  Unlikely,  5  =  Very  Likelf  * 
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H    Specific  Services— Potential  Targets 
Users  of  Outside  Services,  Responding 

3,  4,  or  5 


Service  Area 


Frequency 


Planning 


Imple- 
mentation 


IBM  as 
Provider 


Installation  of  systems 
software 


14 


16 


16 


Systems  software 
maintenance 

Problem  management 


16 


18 


17 


18 


19 


23 


Change  management 


12 


16 


18 


.Configuration  management 


17 


18 


19 


System  availability 
management 


14 


14 


19 


Performance  management 
Capacity  planning 


22 
24 


25 
26 


26 
23 


Storage  management 

Systems  security 
management 


15 
14 


17 
17 


17 
18 


Operations  automation 

System  workload 
consolidation 


22 
21 


24 
22 


27 
23 


Sample  =  49 
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Likeliness  to  Engage  Outside  Firms  for 
Consulting  and  Education 
Companies  Over  $100  Million 


Sample 

Users  of 
Outside  Services 

Any 
Supplier 

IBM  as 
Supplier 

Any 
Supplier 

IBM  as 
Supplier 

Organizational 
Consulting 

2.0 

2.0 

2.3 

2.2 

Systems  Operational 
Assessments 

2.2 

2.0 

2.6 

2.2 

Educational  Services 

3.5 

2.9 

3.6 

3.0 

Sample  =  43 
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Operational  Management  Services 
Companies  Over  $100  Million 


of  Services 

Number 

Mentioned 

Would  Go 
Outside  (%) 

Tuning  systems 
performance 

18 

33 

Updating  to  new  systems 

3 

33 

Installing  new 
systems  software 

5 

20 

Simplifying  operations 

8 

38 

Verifying  current 
environmental  capabilities 

3 

33 

Improving  systems 
availability 

1 

0 

Sample  =  43 
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Likeliness  to  Engage  Outside  Firms  for 
Consulting  and  Education 
Companies  Under  $100  Million 


Sample 

Users  of 
Outside  Services 

Any 
Supplier 

IBM  as 
Supplier 

Any 

Supplier 

IBM  as 

Supplier 

Organizational 
Consulting 

1.7 

2.0 

2.0 

2.7 

Systems  Operational 
Assessments 

2.3 

2.5 

2.8 

3.2 

Educational  Services 

3.6 

3.7 

3.0 

3.8 

Sample  = 

20 

Sample  = 

10 

YRSF2 
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Operational  Management  Services 
Companies  Under  $100  Million 


General  Types 
of  Services 

Number 
Mentioned 

Would  Go 
Outside  (%) 

Tuning  systems 
performance 

8 

63 

Updating  to  new  systems 

4 

50 

Installing  new 
systems  software 

3 

33 

Simplifying  operations 

2 

50 

Verifying  current 
environmental  capabilities 

1 

0 

Improving  systems 
availability 

2 

50 

Sample  =  20 
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Likeliness  to  Engage  Outside  Firms 
for  Consulting  and  Education 
Providers  of  IS 


Sample 

Users  of 
Outside  Services 

Any 
Supplier 

IBM  as 
Supplier 

Any 
Supplier 

IBM  as 
Supplier 

Organizational 
Consulting 

2.0 

2.3 

2.1 

2.5 

Systems  Operational 
Assessments 

2.3 

2.4 

2.4 

2.6 

Educational  Services 

3.6 

3.4 

3.5 

3.4 

Sample  = 

51 

Sample  = 

34 

YRSF2 
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Likeliness  to  Engage  Outside  Firms 
for  Consulting  and  Education 
MVSjVIVI,  VSE,  AS/400  Dominant 

Arcliiteoture 


Sample 

Users  of 
Outside  Services 

Any 

Supplier 

IBM  as 

Supplier 

Any 
Supplier 

IBM  as 
Supplier 

Organizational 
Consulting 

2.0 

2.1 

2.2 

2.4 

Systems  Operational 
Assessments 

2.2 

2.2 

2.5 

2.6 

Educational  Services 

3.6 

3.3 

3.6 

3.4 

Sample  =  68  Sample  =  42 
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Operational  Management  Services 
MVS,V[\/I,  VSE,  AS/400  Dominant 

Architecture 


General  Types 
OT  bervices 

Number 
Mentionea 

Would  Go 
uuisiae  \/o) 

Tunina  systems 
performance 

27 

52 

Updating  to  new  systems 

10 

40 

Installing  new 
systems  software 

11 

36 

Simplifying  operations 

10 

40 

Verifying  current 
environmental  capabilities 

6 

50 

Improving  systems 
availability 

2 

50 

Sample  =  68 
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tf  Interest  in  Outside  Help  for  Support  Services 
MVS.VM,  VSE,  AS/400  Dominant  Architecture 


Service  Area 

Mean  Interest 

Planning 

Imple- 
mentation 

IBM  as 
Provider 

Installing  systems 
software 

1.7 

1.6 

1.8 

Systems  software 
maintenance 

1.8 

1.7 

1.9 

Problem  management 

2.0 

1.9 

2.0 

Chanae  manaaement 

1.7 

1.7 

1.9 

Configuration  management 

1 

1.9 

1.9 

1.9 

System  availability 
management 

1.7 

1.7 

1.9 

Performance  management 

2.2 

2.2 

2.2 

Caoacitv  oiannina 

2.3 

2.2 

2.1 

Storage  management 

1  .o 

1  R 

1  ft 

Systems  security 
management 

1.8 

1.8 

1.8 

Operations  automation 

2.1 

2.1 

2.2 

System  workload 
consolidation 

1.9 

1.9 

2.0 

^)sampie  =  68 
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Interest  in  Outside  Help  for  Support  Services 
MVS,VM,  VSE,  AS/400  Dominant  Architecture 
Users  of  Outside  Services 


Service  Area 

Mean  Interest 

Planning 

Imple- 
mentation 

IBM  as 
Provider 

Installing  systems 
software 

1.9 

1.9 

2.0 

Systems  software 
maintenance 

2.0 

2.0 

2.2 

Problem  management 

2.2 

2.2 

2.4 

Change  management 

1.9 

2.0 

2.2 

Configuration  management 

2.2 

2.2 

2.3 

System  availability 
management 

1.9 

2.0 

2.2 

Performance  management 

2.6 

2.6 

2.6 

Capacity  planning 

2.5 

2.6 

2.5 

Storage  management 

1.9 

2.0 

2.1 

Systems  security 
management 

2.0 

2.0 

2.2 

2*4- 

2  5 

2,8. 

System  workload 
consolidation 

2.1 

2.1 

2.5 

Sample  =  42 
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i  Interest  in  Outside  Help  for  Support  Services 
MVS,VM,  VSE,  AS/400  Dominant  Architecture 
Users  of  Outside  Services 


Service  Area 


Frequency  of  3/4/5 


Planning 


Imple- 
mentation 


IBM  as 
Provider 


Installing  systems 
software 

Systems  software 
maintenance 


11 


12 


11 


12 


14 


16 


Change  management 

Configuration  management 

System  availability 
management 


8 

12 
10 


11 
13 

10 


Performance  management 
Capacity  planning 


19 
19 


21 
20 


14 
15 

15 


21 


Storage  management 

Systems  security 
management 


11 


11 


12 


14 


13 


15 


Operations  automation 

System  workload 
consolidation 


19 


16 


21 


tx;----K^, 


17 


25 


20 




Sample  =  42 
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Likeliness  to  Engage  Outside  Firms 
for  Consulting  and  Education 
MVS/VM  Dominant  Architecture 


Sample 

Users  of 
Outside  Services 

Any 
Supplier 

IBM  as 
Supplier 

Any 

Supplier 

IBM  as 
Supplier 

Organizational 
Consulting 

2.0 

2.1 

2.3 

2.3 

Systems  Operational 
Assessments 

2.0 

2.0 

2.3 

2.4 

Educational  Services 

3.6 

3.0 

3.5 

3.1 

Sample  = 

37 

Sample  = 

23 
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29 


BAY  TRADING  AREA— SERVICES  OPPORTUNITY  ANALYSIS 


INPUT 


Operational  Management  Services 
I\/1VS/VI\/I  Dominant  Arciiitecture 


General  Tvoes 
of  Services 

Number 
Mentioned 

Would  Go 
Outside  (%) 

Tuning  systems 
performance 

15 

47 

Updating  to  new  systems 

6 

24 

Installing  new 
systems  software 

6 

24 

Simplifying  operations 

6 

33 

Verifying  current 
environmental  capabilities 

2 

50 

Improving  systems 
availability 

2 

50 

Sample  =  37 
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Interest  in  Specific  Services 
MVS/VM  Dominant  Architecture 


Service  Area 

Mean  Interest 

Planning 

Imple- 
mentation 

IBM  as 
Provider 

Installation  of  systems 
software 

1.5 

1.5 

■4  A 

1.4 

Systems  software 
maintenance 

1.4 

1.4 

1.5 

Problem  management 

1.6 

1.6 

1.5 

Change  management 

1.4 

1.5 

1.4 

Configuration  management 

1.6 

1.6 

1.5 

System  availability 
management 

1.5 

1.5 

1.5 

Performance  management 

2.1 

2.1 

1.9 

Capacity  planning 

2.2 

2.3 

1.9 

storage  management 

1  .0 

1  .D 

1 .0 

Systems  security 
management 

1.5 

1.5 

1.5 

Operations  automation 

1.8 

1.9 

2.0 

System  workload 
consolidation 

1.7 

1.7 

1.9 

Sample  =  39 


Rating — 1  to  5:  1  =  Very  Unlikely,  5  =  Very  Likely 
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Interest  in  Specific  Services 
MVS/VM  Dominant  Architecture 
Users  of  Outside  Services 


Service  Area 


Mean  Interest 


Planning 


Imple- 
mentation 


IBM  as 
Provider 


Installation  of  systems 
software 

Systems  software 
maintenance 

Problem  management 

Change  management 

Configuration  management 

System  availability 
management 


1.8 
1.6 

1.8 

1.6 
1.9 
1.8 


1.8 
1.7 

1.8 

1.7 
2.0 
1.8 


1.7 

1.8 

1.7 
1.5 
1.8 
1.8 


Performance  managemeni 
Capacity  planning 


2J 


2.7 
2,8 


2,3 
2,3 


Storage  management 

Systems  security 
management 


1.9 
1.8 


2.0 
1.8 


1.8 
1.8 


it 


Operations  automation 

System  workload 
consolidation 


2.3 


2.4 
2.1 


2.5 
2.4 


Rating— 1  to  5:  1  =  Very  Unlikely,  5  =  Very  Likely  W^m^ 
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BAY  TFJADING  AREA-SERVICES  OPPORTUNITY  ANALYSIS 


INPUT 


Interest  in  Outside  Help  for  Support  Services 
IVIVS/VM  Dominant  Architecture 
Users  of  Outside  Services 


Frequency  of  3/4/5 

Service  Area 

Plan 

Imple- 
ning  mentation 

IBM  as 
Provider 

Installing  systenns 

software  6 

)  6 

5 

Systems  software 
maintenance  A 

5 

b 

Problem  management  6 

>  6 

6 

Change  management  o 

\  5 

3 

Configuration  management  I 

>  6 

5 

System  availability 
management  6 

>  D 

O 

Performance  management     1 2 

I  13 

10 

Capacity  planning  1^ 

\  16 

11 

Storage  management  7 

'  8 

5 

Systems  security 

management  6 

)  7 

6 

Operations  automation          1 1 

11 

12 

System  workload 

consolidation  i 

•^(^^  - .  - 

)  9 

11 

Sample  =  37 


YRSF2 
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BAY  TRADING  AREA-SEtWICES  OPPORTUNITY  ANALYSIS 


mPUT 


*  Interest  in  Outside  Help  for  Support  Services 
IVIVS/VIVI  Dominant  Architecture 
Providers  of  IS 


Service  Area 

Mean  Interest 

Planning 

Imple- 
mentation 

IBM  as 
Provider 

Installing  systems 
software 

1.6 

1.6 

1.6 

Systems  software 
maintenance 

1.6 

1.6 

1.6 

Problem  management 

1.5 

1.5 

1.5 

Change  management 

1.4 

1.4 

1.4 

Configuration  management 

1.6 

1.7 

1.6 

System  availability 
management 

1.5 

1.5 

1.6 

Performance  management 

2.1 

2.1 

2.0 

Capacity  planning 

2.2 

2.4 

2.2 

Storage  management 

1.6 

1.7 

1.6 

Systems  security 
management 

1.7 

1.7 

1.6 

Operations  automation 

2.0 

2.1 

2.2 

System  workload 
consolidation 

1.7 

1.7 

2.0 

Sample  =  25 
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BAY  TRADING  AREA-SERVICES  OPPORTUNITY  ANALYSIS 


INPUT 


Interest  in  Outside  Help  for  Support  Services 

MVS/VM  Dominant  Architecture 
Users  of  Outside  Services — Providers  of  IS 


Mean  Interest 

Service  Area 

Plannini 

Imple- 
□  mentatior 

IBM  as 
1  Provider 

Installing  systenns 
software 

1.8 

1.8 

1.9 

Systems  software 
maintenance 

1.8 

1.8 

1.9 

Problem  management 

1.7 

1.7 

1.7 

Change  management 

1.5 

1.6 

1.5 

Configuration  management 

1.9 

2.0 

1.8 

System  availability 
management 

1.7 

1.7 

1.8 

Performance  management 

2.6 

2.6 

Capacity  planning 

2.7 

2,8 

2.6 

Storanp  mananpmpnt 

1.8 

2.0 

1.8 

Systems  security 
management 

1.9 

1.9 

1.8 

Operations  automation 

2.4 

2,6 

2,6 

System  workload 
consolidation 

2.0 

2*0 

2.5 

...J  ...v  ,  

Sample  =  1 8 


YRSF2 
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BAY  TRADING  AREA-SERVICES  OPPORTUNITY  ANALYSIS 


INPUT 


^Interest  in  Outside  Help  for  Support  Services 
MVS/VM  Dominant  Architecture 
Users  of  Outside  Services — Providers  of  IS 


Service  Area 


Frequency  of  3/4/5 


Planning 


Imple- 
mentation 


IBM  as 
Provider 


Installing  systems 
software 

Systems  software 
maintenance 

Problem  management 

Change  management 

Configuration  management 

System  availability 
management 


3 
1 
4 


4 
3 
2 
5 


5 
4 
2 
4 


Performance  management 
Capacity  planning 


10 
10 


10 
11 


8 
9 


Storage  management 

Systems  security 
management 


7 


Operations  automation 

System  workload 
consolidation 


7 


10 


7 


8 


Sample  =  18 
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BAY  TRADING  AREA-SERVICES  OPPORTUNITY  ANALYSIS 


INPUT 


Likeliness  to  Engage  Outside  Firms 
for  Consulting  and  Education 
VSE  Dominant  Architecture 


Sample 

Users  of 
Outside  Services 

Any 
Supplier 

IBM  as 
Supplier 

Any 
Supplier 

IBM  as 
Supplier 

Organizational 
Consulting 

2.2 

2.1 

1.8 

2.4 

Systems  Operational 
Assessments 

2.3 

2.2 

2.0 

2.6 

Educational  Services 

3.6 

3.6 

3.8 

3.6 

Sample  = 

10 

Sample  = 

5 
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BAY  TRADING  AREA-SERVICES  OPPORTUNITY  ANALYSIS 


INPUT 


Operational  Management  Services 
VSE  Dominant  Architecture 


General  Types 
of  Services 

Number 
Mentioned 

Would  Go 
Outside  (%) 

Tuning  systems 
performance 

4 

25 

Updating  to  new  systems 

1 

100 

Installing  new 
sysiems  sonware 

2 

50 

Simplifying  operations 

1 

0 

Verifying  current 
environmental  capabilities 

Improving  systems 
availability 

Sample  =  1 0 
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BAY  TRADING  AREA-SERVKiES  OW»ORTUNITY  ANALYSIS 


INPUT 


Interest  in  Outside  Help  for  Support  Services 
VSE  Dominant  Architecture 


Mean  Interest 

Service  Area 

F 

Mpnninn 

ICII  II  III  ly 

Imple- 

mpntatinn 

1 1  ICI  1  LdllVJI  1 

IBM  as 

PrnuiHpr 

1    1  U  VI(JC7I 

Inctallinn  Qv/ctomc 
II  loiciiiii  ly  oyoLdiio 

software 

2.0 

1.8 

1.9 

Systems  software 
mainienance 

1.9 

1.7 

2.0 

Problem  management 

2.2 

2.0 

2.2 

Change  management 

2.0 

1.8 

2.3 

Configuration  management 

2.0 

1.8 

2.3 

System  availability 
managemeni 

2.1 

1.9 

2.2 

Performance  management 

2.6 

2.7 

Capacity  planning 

2.3 

1.9 

2.2 

Storage  management 

2.1 

1.9 

2.2 

Systems  security 
management 

2.3 

2.1 

2.4 

Operations  automation 

2.8 

2.6 

2.5 

System  workload 
consolidation 

2»7 

2.5 

2.7 

Sample  =  1 0 


YRSF2 
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BAY  TRADING  AREA-SERVICES  OPPORTUNITY  ANALYSIS 


INPUT 


^merest  in  Outside  IHelp  for  Support  Services 

VSE  Dominant  Architecture 
Users  of  Outside  Services 


Service  Area 


Mean  Interest 


Planning 


Imple- 
mentation 


IBM  as 
Provider 


Installing  systems 
software 

Systems  software 
maintenance 

Problem  management 

Change  management 

^Configuration  management 

System  availability 
management 


2.2 

2.0 
2.0 

2.0 
2.0 

2.0 


2.2 

2.0 
2.0 
2.0 
2.0 

2.0 


2.2 

2.4 
2.4 
2.4 
2.4 

2.4 


Performance  management 
Capacity  planning 


2.4 
2,0 


Storage  management 


2.0 


2.4 


2.0 


2.6 


2.4 


Systems  security 
management 

Operations  automation 


System  workload 
consolidation 


2.4 
2.6 

2.8 


2.4 
2.6 

2.8 


3.0 
3.0 

3»2 


ample  =  5 
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BAY  TRADING  AREA-SERVICES  OPPORTUNITY  ANALYSIS 


INPUT 


Interest  in  Outside  Help  for  Support  Services 
VSE  Dominant  Architecture 
Users  of  Outside  Services 


Service  Area 

Frequency  of  3/4/5 

Planning  r 

Imple- 
nentatior 

IBM  as 
1  Provider 

Installing  systems 
software 

2 

2 

2 

Systems  software 
maintenance 

1 

1 

2 

Problem  management 

1 

1 

2 

Change  management 

1 

1 

2 

Configuration  management 

1 

1 

2 

System  availability 
management 

1 

1 

2 

Performance  management 

2 

2 

2 

Capacity  planning 

1 

1 

2 

Storage  management 

1 

1 

2 

Systems  security 
management 

2 

IIIIIIH^ 

3 

Operations  automation 

2 

2 

3 

System  workload 
consolidation 

3 

■■■I 

Sample  =  5 


YRSF2 
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BAY  TRADING  AREA-SERVICES  OPPORTUNITY  ANALYSIS 


MPUT 


^Interest  in  Outside  Help  for  Support  Services 

VSE  Dominant  Architecture 
Providers  of  IS 


Service  Area 


Mean  Interest 


Planning 


Innple- 
mentation 


IBM  as 
Provider 


Installing  systems 
software 

Systems  software 
maintenance 

Problem  management 


2.4 


2.3 
2.4 


2.1 


2.0 
2.1 


2.3 


2.4 

2.4 


Change  management 


2.4 


^Configuration  management 


2.1 

^  <  ■^*vi■^^>»•»^i»^^^^i^ay^ 


2<6 


2.4 


2.1 


2.4 


System  avaffability 
management 

Performance  management? 

Capacity  planning 

Storage  management 

Systems  security 
management 

Operations  automation 

System  workload 
consolidation 

"Sample  =  7 


2.6 
3.0 
2.9 
2.6 

2.6 
2.7 

2*9 


2,3 
2.7 
2.3 
2,3 

2.3 
2.4 

2,6 


2.61 
3.0 
2.7 
2.7 

2.6 
2.7 

2-*9 
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BAY  TRADING  ARE>i^-SERVlCES  OPPORTUNITY  ANALYSIS 


INPUT 


Interest  in  Outside  Help  for  Support  Services 

VSE  Dommant  Architecture 
Users  of  Outside  Services — Providers  of  IS 


Service  Area 

Mean  Interest 

Plannina 

1       1  wCI  II  III   1  \^ 

imple- 
mentation 

IBM  as 
Provirlpr 

Installina  svstems 
software 

3.0 

3.0 

3.0 

Systems  software 
maintenance 

2.7 

2.7 

3.3 

Problem  management 

2.7 

2.7 

3.3 

Change  management 

2.7 

2.7 

3.3 

Configuration  management 

2.7 

2.7 

3.3 

System  availability 
management 

2.7 

2.7 

3.3 

Performance  management 

2.7 

2.7 

3.3 

Capacity  planning 

2.7 

2.7 

3.3 

Storage  management 

2.7 

2.7 

3.3 

Systems  security 
management 

2.7 

2.7 

3.3 

Operations  automation 

2.7 

2.7 

3.3 

System  workload 
consolidation 

2.7 

2.7 

3.3 

Sample  =  3 


YRSF2 


43 


BAY  TRADING  AREA-SERVICES  OPPORTUNITY  ANALYSIS 


INPUT 


Cinterest  in  Outside  Help  for  Support  Services 

VSE  Dominant  Architecture 
Users  of  Outside  Services — Providers  of  IS 


Service  Area 

Frequency  of  3/4/5 

Plannlna 

1      1  W«l  II  III  1  ^4 

Imple- 
mentation 

ill  \^  1  1  kVa^lil  \^  I  1 

IBM  as 
Provider 

Installina  svstems 
software 

2 

2 

2 

Systems  software 
maintenance 

2 

Problem  management 

2 

Change  management 

2 

Configuration  management 

2 

System  availability 
management 

2 

Performance  management 

2 

Capacity  planning 

2 

Storage  management 

2 

Systems  security 
management 

2 

Operations  automation 

2 

System  workload 
^consolidation 

1 

1 

2 

Sample  =  3 
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BAYTRADINQ  AREA-SERVICES  OPPORTUNITY  ANALYSIS 


INPUT 


Likeliness  to  Engage  Outside  Firms 
for  Consulting  and  Education 
AS/400  Dominant  Architecture 


Sample 

Users  of 
Outside  Services 

Any 
Supplier 

IBM  as 
Supplier 

Any 
Supplier 

IBM  as 

Supplier 

Organizational 
Consulting 

1.8 

2.2 

2.1 

2.7 

Systems  Operational 
Assessments 

2.7 

2.6 

3.1 

3.1 

Educational  Services 

3.6 

3.5 

3.7 

3.8 

Sample  = 

21 

Sample  = 

14 

YRSF2 
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BAY  TRADING  AFCA— SERVICES  OPPORTUNITY  ANALYSIS 


INPUT 


Operational  Management  Services 
AS/400  Dominant  Architecture 


General  Types 
of  Services 

Number 
Mentioned 

Would  Go 
Outside  (%) 

Tuning  systems 
perrormance 

7 

71 

Updating  to  new  systems 

3 

67 

Inctj^llinn  noxA/ 
II  loLdiiii  ly  1  it^vv 

systems  software 

Q 

fi7 

Simplifying  operations 

3 

67 

Verifying  current 
environmental  capabilities 

4 

50 

improving  systems 
availability 

Sample  =  21 


C 
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BAY  TRADING  AREA— SERVICES  OPPORTUNITY  ANALYSIS 


INPUT 


Interest  in  Outside  Help  for  Support  Services 
AS/400  Dominant  Architecture 


Mean  Interest 

Service  Area 

Planninc 

Imple- 
)  mentatio 

IBM  as 
n  Provider 

Installing  systems 
software 

1.8 

1.8 

2.2 

Systems  software 
maintenance 

2,3 

« 2l 

2 1>5 

Problem  management 

2.6 

2.6 

2,8  =^ 

Change  management 

2.5 

Configuration  management 

2.5 

2.4 

2.4 

System  availability 
management 

2.0 

2.1 

2.4 

Performance  management 

W  2.4 

2.4 

2.6 

Capacity  planning 

2.3 

2.3 

2.3 

Storage  management 

1.9 

1.9 

2.0 

oysiems  secuniy 
management 

2.0 

2.1 

2.1 

Operations  automation 

2.2 

2.3 

2.4 

System  workload 
consolidation 

1.9 

2.0 

2.0 

Sample  =  21 


YRSF2 
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BAY  TRADING  AREA— SERVICES  OPPORTUNITY  ANALYSIS 


MPUT 


•merest  in  Outside  Help  for  Support  Services 
AS/400  Dominant  Architecture 
Users  of  Outside  Services 


Service  Area 

Mean  Interest 

Imple-     IBM  as 
Planning  mentation  Provider 

Installing  systems 
software 

1.9          1.9  2.5 

Systems  software 
maintenance 

Problem  manageme 

Change  managemer 

V  Configuration  manac 

System  availability 
management 

Performance  manag 

Capacity  planning 

2.6           2.6  2.9 
nt           2.9          2.9  3.4 
\l            2A           2.4  3.1 
foment     2;6          2.6  2.9 

2.0          2.1  2.9 
ement      2.5          2.5  3.1 
2.4          2.4  2.8 

Storage  managemer 

Systems  security 
management 

It            1.9           1.9  2.4 
2.0           2.1  2.5 

^g^a|oo^utqm|.t| 

System  workload 
^  consolidation 

1.9           2.0  2.4 

Sample  « 14 
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BAY  TRADING  AREA— SERVICES  OPPORTUNITY  ANALYSIS 


INPUT 


Interest  in  Outside  Help  for  Support  Services 
AS/400  Dominant  Architecture 
Users  of  Outside  Services 


Frequency  of  3/4/5 

Service  Area 

Planning 

Imple-    IBM  as 
mentation  Provider 

Installing  systems 

software  3 

Systems  software 

maintenance  7 

4  7 

6  8 

Problem  management  7 
Change  management  5 

7  12 

Configuration  management  6 

System  availability 
management  3 

00  00 
CO  CO 

Performance  management  5 
Capacity  planning  5 

5  9 

Storage  management  3 

Systems  security 

management  3 

3  6 
5  6 

Operations  au^^^^  ^J^^^^ 

8  10 

System  workload 

consolidation  4 

5  6 

Sample  « 14 


YRSF2 
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BAY  TRADING  AREA-SERVICES  OPPORTUNITY  ANALYSIS 


INPUT 


Cnterest  in  Outside  Help  for  Support  Services 
AS/400  Dominant  Architecture 
Providers  of  IS 


Mean  Interest 

Service  Area 

Plannina 

1      1  LAI  II  III  1 

imple- 
mentation 

III         I  ■            h  1         i  ■ 

IBM  as 
Provider 

!n<;tallina  svstems 

software 

1.9 

1.9 

2.3 

^^tems  software 
maintenance 

2.3 

2*3 

2.4 

Problem  management 

2.6 

2.6 

Change  management 

1.9 

2.0 

2.3 

Configuration  managemen 

t  2.6 

2.5 

2.2 

System  availability 
management 

2.3 

2.4 

2.2 

Performance  management 

2  •  9 

2.9 

2.6 

Capacity  planning 

2,7 

2.7 

2.4 

Storage  management 

2.2 

2.2 

1.9 

Systems  security 
management 

2.1 

2.2 

2.1 

Operations  automation 

2.3 

2.4 

2.2 

System  workload 
consolidation 

2.2 

2.3 

2.0 

Sample  =  15 
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BAY  TRADING  AREA-SERVICES  OPPORTUNITY  ANALYSIS 


MPUT 


Interest  in  Outside  Help  for  Support  Services 

AS/400  Dominant  Architecture 
Users  of  Outside  Services— Providers  of  IS 


Service  Area 


Mean  Interest 


Planning 


Imple- 
mentation 


IBM  as 
Provider 


installing  systems 
software 


1.9 


Systems  software 
maintenance 


Problem  management 

Change  management 

Configuration  management 

System  availability 
management 

Performance  management; 
.Capacity  planning 


Storage  management 

Systems  security 
management 


Operations  automation 


System  workload 
consolidation 

Sample  =  10 


2.6 
2.7 
1.9 
2.6 


2.0 


2.1 


1.9 


2.5 
2.7 
2,0 
2,5 


2.4 

2.6 

2.9 

2.9 

3.0 

2.8 

2.9 

3.0 

2.1 

2.1 

2.3 

2.2 


2.2 


2.5 


2.7 
3.2 
2.8 


2.4 


2.4 


YRSF2 
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BAY  TRADING  AREA— SERVICES  OPPORTUNITY  ANALYSIS 


INPUT 


interest  in  Outside  Help  for  Support  Services 
AS/400  Dominant  Architecture 
Users  of  Outside  Services— Providers  of  IS 


Service  Area 


Frequency  of  3/4/5 


Planning 


Imple- 
mentation 


Installing  systems 
software 

Systems  software 
maintenance 


Problem  management 


Change  management 

Configuration  management 

System  availability 
management 


2 
4 


2 
4 


Performance  management 
Capacltyjplanning 


5! 
5 


6 
5 


Storage  management 

Systems  security 
management 


xpperations  automation 


System  workload 
consolidation 


Sample  =  1 0 
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BAY  TRADING  AREA-SERVICES  OPPORTUNITY  ANALYSIS 


INPUT 


Likeliness  to  Engage  Outside  Firms 
for  Consulting  and  Education 
"Other"  Dominant  Architecture 


Sample 

Users  of 
Outside  Services 

Any 
Supplier 

IBM  as 
Supplier 

Any 
Supplier 

IBM  as 
Supplier 

Organizational 
Consulting 

2.0 

2.3 

2.1 

2.3 

Systems  Operational 
Assessments 

2.2 

2.4 

2.3 

2.3 

Educational  Services 

3.1 

2.9 

2.7 

2.8 

Sample  =  1 2 


YRSF2 
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BAY  TRADING  AREA— SERVICES  OPPORTUNITY  ANALYSIS 


INPUT 


Operational  Management  Services 
"Other"  Dominant  Architecture 


General  Types 
of  Services 

Number 
Mentioned 

Would  Go 
Outside  (%) 

Tuning  systenns 
perrorrnance 

4 

25 

Updating  to  new  systems 

1 

100 

iribidiiiiiy  ricw 

systems  software 

Simplifying  operations 

2 

50 

Verifying  current 
environmental  capabilities 

Improving  systems 
availability 

2 

0 

Sample  =  12 
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BAY  TRADING  AREA-SERVICES  OPPORTUNITY  ANALYSIS 


Interest  in  Outside  Help  for  Support  Services 
"Other"  Dominant  Architecture 


Mean  Interest 

Service  Area 

rianning 

Imple- 
meniaiion 

IBM  as 
rrovioer 

Installation  ot  systems 
software 

1.8 

1.8 

1.6 

Systems  software 
maintenance 

2.2 

2.5 

1.9 

Problem  management 

2.0 

2.0 

2.1 

Change  management 

2.3 

2.3 

2.1 

Configuration  management 

2.2 

2.2 

1.9 

System  availability 
management 

2.1 

2.1 

2.1 

Performance  management 

1.9 

2.3 

2.3 

Capacity  planning 

2.2 

2.5 

2.1 

Storage  management 

2.1 

2.4 

2.3 

f^\/<?tpmc5  cipnuritv 

management 

1.8 

1.8 

1.9 

Operations  automation 

1.9 

1.9 

1.8 

System  workload 
consolidation 

2.1 

2.1 

1.9 

Sample  =  12 


YRSF2 
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BAY  TRADING  AREA— SERVICES  OPPORTUNITY  ANALYSIS 


INPUT 


Clnterest  in  Outside  Help  for  Support  Services 
"Other"  Dominant  Architecture 
Users  of  Outside  Services 


Service  Area 

Mean  Interest 

Planninn 
1  icii  II  III  ly 

Imple- 

mpntatinn 

1  1 ICI  1  LCtLIUI  1 

IBM  as 

Prn\/iHpr 

Inctallatinn  r»f  Qv/ctomc 
II  ioLciiiaiiiJi  1  \Ji  oy oioi Ho 

software 

2.3 

2.3 

1.6 

Systems  software 
maintenance 

3.0 

3.6 

2.1 

Problem  management 

2.4 

2.4 

2.1 

Change  management 

3.0 

3.0 

2.3 

Configuration  management 

3.0 

3.0 

2.1 

System  availability 
jnanagement 

2.9 

2.9 

2.4 

Performance  management 

2.1 

2.7 

2.3 

Capacity  planning 

2.6 

3.1 

2.0 

Storage  management 

2.9 

3.4 

2.7 

Systems  security 
management 

2.3 

2.3 

2.1 

Operations  automation 

2.4 

2.4 

1.7 

System  workload 
consolidation 

2.9 

2.9 

2.1 

c 


Sample  =  7 
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BAY  TRADING  AREA— SERVICES  OPPORTUNITY  ANALYSIS 


INPUT 


Interest  in  Outside  Help  for  Support  Services 
"Other"  Dominant  Architecture 
Users  of  Outside  Services 


Service  Area 

Frequency  of  3/4/5 

Planninn 

1    1  wii  II  III  1 

Imple- 
mentation 

III  w  1  1  Lwi  LI  w  1  1 

IBM  as 
Provider 

In^tallatinn  of  <5v^tpm^ 

II  lOLClllClLlwl  1  wl  OYOlwillO 

software 

3 

3 

2 

Systems  software 
maintenance 

4 

5 

3 

Problem  management 

4 

4 

3 

Change  management 

5 

5 

4 

Configuration  management 

5 

5 

4 

System  availability 
management 

4 

4 

4 

Performance  management 

3 

4 

4 

Capacity  planning 

5 

2 

2 

Storage  management 

4 

5 

4 

Systems  security 
management 

3 

3 

3 

Operations  automation 

3 

3 

2 

System  workload 
consolidation 

5 

5 

3 

Sample  =  7 
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#nterest  in  Outside  Help  for  Support  Services 
"Other"  Dominant  Architecture 
Users  of  Outside  Services — Providers  of  IS 


Mean  Interest 

Service  Area 

Planning 

Imple- 
mentation 

IBM  as 
Provider 

Installation  of  systenris 
software 

1.7 

1.7 

1.0 

Systems  software 
maintenance 

2.0 

3.3 

2.3 

Problem  management 

1.7 

1.7 

2.0 

Change  management 

2.7 

2.7 

2.0 

Configuration  management 

3.0 

3.0 

1.7 

System  availability 
ananagement 

2.7 

2.7 

2.0 

Performance  management 

1.3 

2.7 

2.0 

Capacity  planning 

1.7 

3.0 

1.3 

Storage  management 

2.0 

3.3 

2.3 

Systems  security 
management 

3.0 

3.0 

2.0 

Operations  automation 

2.3 

2.3 

1.0 

System  workload 
consolidation 

3.0 

3.0 

2.0 

Sample  =  3 
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Interest  in  Outside  Help  for  Support  Services 
"Other"  Dominant  Architecture 
Providers  of  IS 


Service  Area 

Mean  Interest 

Planning 

imple- 
mentation 

IBM  as 
Provider 

Installation  of  svstems 

II  1  VtfV  fcW%l  1 III         1  1            1             W  ^h'  lkV^I  ■ 

software 

1.5 

1.5 

1.0 

Systems  software 
maintenance 

1.8 

2.8 

2.0 

Problem  management 

2.0 

2.0 

2.3 

Ciiange  management 

2.5 

2.5 

2.0 

Configuration  management 

2.5 

2.5 

1.5 

System  availability 
management 

2.3 

2.3 

1.8 

Performance  management 

2.0 

3.0 

2.5 

Capacity  planning 

2.3 

3.3 

2.0 

storage  management 

1.8 

2.8 

2.0 

Systems  security 
management 

2.5 

2.5 

1.8 

Operations  automation 

2.3 

2.3 

1.5 

System  workload 
consolidation 

2.5 

2.5 

1.8 

Sample  «  4 
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interest  in  Outside  Help  for  Support  Services 
"Other"  Dominant  Architecture 
Users  of  Outside  Services— Providers  of  IS 


Frequency  of  3/4/5 

Service  Area 

Planning 

Imple- 
mentation 

IBM  as 
Provider 

Installation  of  systems 
software 

1 

1 

Systems  software 
maintenance 

1 

2 

1 

Problem  management 

1 

Change  management 

1 

1 

■4 
1 

'  Configuration  management 

2 

1 

System  availability 
:  management 

1 

1 

1 

Performance  management 

1 

Capacity  planning 

1 

2 

Storage  management 

1 

2 

1 

Systems  security 
management 

2 

2 

1 

Operations  automation 

1 

1 

System  workload 
consolidation 

2 

2 

1 

Sample  =  3 
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c 

Specific  Services — Comments 
Total  Sample 


Mentions 

Most  work  done  exclusively  in-house 

38 

Would  consider  IBM 

12 

Good  products/company  IBM 

9 

IBM  too  expensive 

6 

IBM  not  responsive/Box  concentration 

4 

Sample  =  80 

Multiple  responses  allowed 


O 
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Specific  Services— Comments 
Users  of  Outside  Services 


Mentions 

Would  consider  IBM 

10 

Good  products/company  IBM 

4 

IBM  too  expensive 

3 

IBM  not  responsive/Box  concentration 

2 

Sample  =  50 

Multiple  responses  allowed 

c 
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Technology  Deployment 
Total  Sample 


Number  of 
Mentions 

Average  Interest 

Technology 

Planning 

Implemen- 
tation 

Client/Server 

45 

3.1 

3.1 

Image-based  application 

15 

2.6 

2.7 

Optical  fiber 

10 

4.1 

4.0 

Sample  =  80 
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Technology  Deployment 
Users  of  Outside  Services 


Number  of 
Mentions 

Average  Interest 

Technology 

Planning 

Implemen- 
tation 

Client/Server 

28 

3.4 

3.4 

Image-based  application 

8 

3.4 

3.6 

Optical  fiber 

9 

4.2 

4.1 

^^ample  =  50 


O 
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Technology  Deployment 
Other  Technologies 

Networking — LAN  and  PC  (4  mentions) 

Distributed  processing 

New  CASE  tools 

Lights-out  operation 

Capacity  planning 

Voice  recognition 


c 
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Bay  Trading  Area  Total 
Professional  Services 

1 992  =  $396M 


•  Systems  operations  support  services 
not  included 


O 
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Bay  Trading  Area 
Professional  Services  Expenditures 

1992 


Bay 
Trading 
Area 
($M) 

Technical 
Support 
Prof.  Svcs. 
($M) 

IBM 
Related 
($M) 

IBM 
Specific 
Support 
Services 

($M) 

IS  Consulting 

72 

11 

5 

? 

Software 
Development 

194 

10 

6 

9 

■ 

Education 
and  Training 

46 

11 

6 

N/A 

Systenns  Integration 

84 

5 

2 

9 

• 

Total 

396 

37 

19 

9 

•  Growth  rates  driven  by  computer  equipment  sales  and 
willingness  to  shift  to  external  expenditures. 


YRSF2 


67 


BAY  TRADING  AREA— SERVICES  OPPORTUNITY  ANALYSIS 


INPUT 


VI.  Recommendations 


Present  offerings  as  consulting  service  as  opposed  to 
specific  projects  or  tasks 

Bundle  specific  services  into  solution  sets  for  marketing 
purposes.  For  example: 

Tuning  systems  performance  = 

-  Configuration  management  + 

-  Performance  management  + 

-  Capacity  management  + 

-  Storage  management 

Position  offerings  as  operations  management-based 
services — noftechnically  based.  Implications: 

-  Marketing  collateral 

-  Relationship  sell — account  management 

-  "Program"  approach 
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Focus  for  specific  services  on  tine  following: 

-  Performance  management 

-  Capacity  planning 

-  Operations  automation 

-  System  workload  consolidation 

Develop  different  approaches  for  MVS  and  AS/400 
markets 

Package  a  complete  set  of  services  around  client/server 
technology  deployment 


■it 
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User  Questionnaire — YRSF2,  Area 
1 1  Opportunity  Analysis 

CONFIDENTIAL 


IBM  is  trying  to  identify  user  needs  for  specific  classes  of  technical  support  sendees  related  to  the 
management  and  maintenance  of  in-house  information  systems  environments.  To  help  assess  these 
needs  the  IBM  Bay  Trading  Area  has  engaged  INPUT,  an  independent  research  firm,  to  survey 
potential  users  of  these  services  in  order  to  find  out  how  to  allocate  its  resources  to  best  service 
existing  and  potential  customers.  This  survey  is  not  being  conducted  to  generate  specific  leads.  All 
responses  to  the  survey  will  be  considered  confidential,  and  the  responses  of  individual  respondent 
fums  will  not  be  disclosed  to  IBM.  In  appreciation  of  your  willingness  to  participate,  INPUT  will  be 
sending  you  a  synopsis  of  the  survey  results. 

fiiterviewer  Note:  Use  standard  cover  sheet  to  gather  information  on  firm's  revenues,  respondent's 
name  and  title,  address,  and  industry  classification. 


DEMOGRAPHICS 

1 . 1  Within  your  firm  are  you  primarily  a  usct  of  information  systems  or  a  provide? 

[  ]  User 
[  ]  ProvidCT 

1.2  Please  describe  your  function. 
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•ESCMPTION  OF  INFORMATION  REQUIRED 


For  each  class  of  service  we  are  trying  to  obtain  a  quick  evaluation  of: 

•  Your  tendency  to  look  outside  for  a  supplier  of  this  service; 

•  Why  you  might  look  to  an  outside  supplier  for  the  service; 

•  And,  whe&cr  or  not  you  would  consid®"  IBM  as  a  provider  of  the  service. 

In  general  the  types  of  services  being  covered  include: 

•  Installation  of  new  systems  software 

•  Updating  to  new  releases  of  systems  software 

•  Tuning  systems  performance 

•  Improving  systems  availability 

•  Simplifying  operations 

•  WmSying  that  tiic  current  environment  can  handle  new  applications 
OPERATIONAL  MANAGEMENT  SERVICES 

Of  the  kinds  of  services  mentioned  above,  where  do  you  believe  that  you  might  have  the  greatest 
need?  And  would  you  go  outside?  (Check  Box) 


We  would  also  like  your  opinions  on  several  specific  service  areas;  your  interest  in  going  outside  for 
support  with  regard  to  either  planning  or  implementation,  and  the  degree  to  which  you  consider  IBM 
a  vwble  supplier  of  tfie  SCTvice  for  planning  or  implementation  activities  whore: 

•     PLANning  includes  Analysis,  Design  or  Related  Development  Activity 

IMPlementation  includes,  Installation  Testing  and  Activating  the  Necessary  Tools 

For  each  class  of  service  please  give  us  your  opinion  of  how  likely  you  would  be  to  look  outside  for 

the  service  on  a  scale  of  1  -  5,  with  1  being  very  unlikely  and  five  being  very  likely.  Also  using  the 
same  1  -  5  scale,  please  provide  an  indication  of  how  likely  you  would  be  to  engage  IBM  for  either 
planning  or  implementation  of  the  service. 


2.0 
2.1 


[  ] 
[  ] 
[  ] 


c 
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X.l 

X.2 

X.3 

X.4 

SERVICE  AREA 

PLN 

IMP 

IBM 

REASON 

3.x 

Installation  of  Sys.  Software 

4.x 

Systems  Software  Maint. 

5.x 

Problem  Management 

6.x 

Change  Management 

7.x 

Configuration  Mgt. 

8.x 

Systems  Availabmty  Mgt. 

9.x 

Performance  Management 

10.x 

Capacity  Planning 

11.x 

Storage  Management 

12.x 

Systems  Security  Mgt. 

13.x 

Operations  Automation 

14.x 

Sys.  Woridoad  Consolidation 

TECHNOLOGY  DEPLOYMENT 

We  are  also  interested  in  the  types  of  technology  that  you  feel  must  be  explored  or  implemented  by 
your  organization  over  the  next  several  years.  Examples  might  include:  image-based  applications, 
client/server  architectures,  optical  fiber  connections  or  lights-out  data  center  operations.  Please 
indicate  which  technologies  (not  limited  to  the  examples)  that  you  feel  are  important,  and  whether 
you  might  be  looking  outside  for  services  to  support  their  planning  and/or  installation.  We  will  use 
the  1  -  5  scale  to  rate  your  interest  in  going  outside  for  service  support,  witii  1  indicating  little  or  no 
interest  and  5  indicating  a  high  degree  of  interest. 


X.1 

TECHNOLOGY 

X.2 
PLN 

X.3 
IMP 

15.x 

16.x 

17.x 

18.x 

19.x 

YRSF2 
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Consulting  and  education 

Using  a  scale  of  1  -  5,  with  five  being  most  likely,  how  likely  is  it  that  you  would  engage  an  outside 
firai  for  the  following  types  of  consulting  and  educational  services.  Also,  please  rate  on  the  same 
scale  your  evaluation  of  how  likely  it  is  that  you  would  consider  IBM  as  a  key  potential  supplier  of 
the  services. 


20. 1  Organizational  Consulting  -  Providing  the  customer  with  consultation  on  organization, 
stafBaig,  skills,  and  resoorce  utUization  to  support  the  technical  support  function. 

 (1-5) 

20.2   IBM  as  a  supplier  (1  -  5) 

20.3  Systems  Operational  Assessments  -  Assessment  of  the  customer's  systems  management 
processes,  tt)ols  and  organization  to  evaluate  effectiveness  in  managing  the  infrastructure. 

  (1-5) 

20.4    IBM  as  a  supplier  (1 -5) 

20.5  Educational  Services  -  Services  encompassing  the  traditional  technical  skills  and  the 
additional  skills  required  to  transform  the  technical  support  organization. 


(1-5) 


20.6    IBM  as  a  supplier  (1  -  5) 


BUDGET  AND  OTHER  information 

21.0  Approximately  what  is  your  firm's  overall  annual  budget  for  information  systems? 
  (000s) 

21.1  Do  you  currently  outsource  all  or  part  of  your  data  processing  operations  to  an  outside  firm? 
  Y/N 

21.3  If  so,  with  whom?  

21.4  Please  estimate  what  percentage  of  the  firm's  (institution's)  total  annual  budget  for 
information  systems  is  spent  on  outside  services  such  as  those  discussed  in  this  interview. 


c 
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21.5  Could  you  please  indicate  which  of  the  following  IBM  architectures  (as  in^cated  by  operating 
systems  type)  are  currently  installed  in  your  firm. 

21.6  [  ]  MVS 

21.7  [  ]  VM 

21.8  [  ]  VSE 

21.9  [  ]  AS/400 

30.0  [  ]  Other:_  

3 1 .0  Which  of  Aese  do  you  feel  is  the  dominant  architecture? 


CLOSING 

"Thank  you  for  participating  in  our  survey.  We  will  be  sending  you  the  synopsis  of  the  survey  that 
we  discussed  at  the  opening  of  the  interview  within  two  months.  If  you  have  arty  additional  questions 
regarding  INPUT,  its  products  or  services,  please  feel  free  to  contact  us  at  our  Mountain  View  office 
at  415-961-3300." 
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About  INPUT 


INPUT  is  a  worldwide  consulting  and  market  research  firm  uniquely  focused  on 
the  information  technology  services  and  software  markets.  Executives  in  many 
technically  advanced  companies  in  North  America,  Europe,  and  Japan  rely  on 
INPUT  for  data,  objective  analysis,  and  insightful  opinions  to  support  their 
busii^s  irtans,  marked  assessnniraits,  and  technology  directions.  By  leveraging 
input's  considerable  knowledge  and  expertise,  clients  make  informed  decisions 
more  quickly,  and  benefit  by  saving  on  the  cost  of  intemal  research. 

Since  1974,  ESTUT  has  compiled  the  most  extensive  research  base  available  on 
the  worldwide  information  services  market  and  its  key  segments,  providing 
detailed  market  forecasts,  vertical  industry  sector  analysis  and  forecasts  and 
analysis  of  vendor  strategies  and  products.  INPUT  delivers  specific  expeatise  in 
the  fast  changing  areas  of  outsourcing,  systems  integration,  EDI/electronic 
comnnarce,  software  development/CASE,  and  on  the  impact  of  downsizing. 

Consulting  services  are  provided  by  more  than  50  professionals  in  major 
international  business  centers.  Clients  retain  INPUT  for  custom  consulting/ 
proprietary  research,  subscription-based  continuous  advisory  programs, 
merger/acquisition  analysis  and  detailed  stidies  of  U.S.  fedaal  govemmrat 

Most  clients  have  retained  INPUT  continuously  for  a  number  of  years,  providing 
testimony  to  INPUT'S  consistent  delivery  of  high-value  solutions  to  complex 
busmess  problems.  To  find  out  how  your  company  can  leverage  INPUT'S  market 
knowledge  and  experience  to  gain  a  competitive  edge,  call  us  today. 


INPUT  OFFICES 


North  AiiMirica 


San  Francisco 

1280  Villa  Street 

Mountain  View.  CA  94041-1194 

Tel.  (415)  961-3300  Fax  (415)  961-3966 

New  York 

Atrium  at  Glenpointe 

400  Frank  W.  Burr  Blvd. 
Teaneck,  NJ  07666 

Tel.  (201)  801-0050  Fax  (201)  801-0441 

Washington,  D.C.  -  INPUT,  INC. 
1953  Gallows  Road,  Suite  560 

Vienna,  VA  22182 

Tel.  (703)  847-6870  Fax  (703)  847-6872 


International 

London  -  INPUT  LTD. 

Piccadilly  House 

33/37  Regent  Street 

London  SWIY  4NF,  England 

Tel.  (071)  493-9335  Fax  (071)  629-0179 

Paris  -  INPUT  SARL 

24,  avenue  du  Recteur  Poincar6 
75016  Paris,  France 

Tel.  (1)  46  47  65  65  Fax  (1)  46  47  69  50 

Frankfurt  -  INPUT  LTD. 
Sudetenstrasse  9 

W-6306  Langgons-Niederkleen,  Germany 
Tel.  0  6447-7229  Fax  0  6447-7327 

Tokyo  -  INPUT  KK 

Saida  Building,  4-6 

Kanda  Sakuma-cho,  Chiyoda-ku 

Tokyo  101, Japan 

Tel.  (03)  3864-0531  Fax  (03)  3864-4114 
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